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Diplom acy in relatin g to others 
 

   
 

A cooperative attitude 
 

   
 

Patience 
 

   
 

A relaxed attitud e 
 

   
 

A basic interest in being helpful to others 
 

   
 

An ability to restrain assertiveness in relating to others 
 

   
 

An ability to be non-co m petitive when relatin g to others 
 

   
 

A focus on achievem e nt and getting things done 
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Highly Recommended 
FOR A CUSTOMER SERVICE ROLE. 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

0 5 20 35 50 65 80 95 100 
Sales Success Percentile 

 

Sales Dispositio n (SAL) 83 

Initiative - Cold Callin g (CC) 68 

Sales Closing (CLS) 42 
Motivation & Achievement 

 

Achievem e nt (ACH) 89 

Comp etitive ness (CMP) 72 

Motivatio n (MOT) 93 

Goal Orientation (GO) 87 
Work Strengths 

 

Plannin g (PLN) 87 

Initiative - Genera l (INI) 72 

Team Player (TMP) 46 

Mana ge ria l (MGT) 72 
Interpersona l Strengths 

 

Assertiven ess (AST) 42 

Personal Diplom a cy (PDL) 75 

Extroversio n (EXT) 64 

Coope rativen ess (COP) 89 
Inner Resources 

 

Relaxe d Style (RLX) 72 

Patience (PAT) 87 

Self-Co nfid ence (SCN) 68 
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The Customer Service AP scores have been adjusted for either an unusua lly positive or unus ually negative style of self-pres entation 

(see the body of this report for more detai le d inform atio n). Thoug h the report is based on the adjusted scores, it should still be read with 

this person's respons e style in mind. 

 
 

VALIDITY AND RESPONSE STYLE 
 
 

The Validity and Respons e Style scales represent the individu al's level of attentio n to the meanin g of Custome r Service AP statements 

(Inconsistent Respon din g) and tende ncy toward positive (Self-Enh a ncing ) or negative (Self-Critical) self-pres entatio n. 

 
 

The Inconsistent Respon din g (INC) score of 3 indicates that this person paid approp riate attention to the meaning of Custom er Service 

AP stateme nts when giving respons es, and is not likely to have respond ed carelessly or in a completely rando m fashion. 

 
 

This person obtain e d a Self-Enha ncin g score (ENH) in the 83rd percenti le. This indicates a style of self-pres entatio n that is as positive 

as that of most people. Others are likely to describe this person's self-reg ard as positive. In addition, the Self-Critical (CRT) score in the 

1st percentile suggests that this individ u al may be less likely than most to make stateme nts that are highly self-critical or reflect 

weaknesses. The two scores in combination are characteristic of people who may not openly criticize thems elves or may actually 

perceive few weakn esses in thems elves. These scores and the Self-Confide nce score in the 68th percenti le suggest a person who will 

confidently give the best possible self-pres entatio n and leave others with a favorab le impression. 

 
CUSTOMER  SERVICE AND INSIDE SALES CHARA CTERISTICS 

 
 

Characteristics that are important to success in most customer service or inside sales roles are reflecte d to a large extent in an 

individ ua l's responses to items on the Personal Diplom acy (PDL), Patience (PAT), and Relaxe d Style (RLX) scales. To a lesser extent, 

respons es to items on the Assertiven ess (AST) scale and an expressed interest in career areas related to educatio n or social service 

also indicate characteristics that contrib ute to success in customer service settings. 

 
 

This individ ual 's Personal Diplom acy (PDL) score is in the 75th percenti le indicatin g that he or she will be more diplom atic than most 

people, which can be a real asset in a customer service or inside sales role. This Patience (PAT) score in the 87th percenti le indicates a 

person who is likely to be more patient than most people, which can be of great value in such settings. With an Assertiven ess (AST) 

score in the 42nd percenti le, this individ ual appea rs to have an avera ge level of tolera nce for customer service situations that require him 

or her to refrain from asserting his or her own deman ds in transactio ns with others.The Relaxe d Style (RLX) score in the 72nd percentile 

suggests that he or she is likely to be relaxed in most customer service and inside sales situations. He or she appe ars to be at least 

mode rately interested in a role such as customer service, that involves helpin g others to meet their needs and achieve their goals. 

 
 

Conside ratio n of additio n al customer service success characte ristics reflecte d by this person's Customer Service AP responses is 

provide d in the followin g detaile d interp retatio n of the Customer Service AP scale scores. 

 
SALES SUCCESS CHARA CTERISTICS 

 
 

Because many customer service roles include a sales compo ne nt, aspects of this individ ua l's Custome r Service AP respons es that 

reflect his or her likelihoo d of being successful in sales work are considere d in this section. 

 
 

The Sales Success scores include three scores. The Sales Dispositio n (SAL) score indicates the degre e to which an individ u al's 

Custome r Service AP results are similar to those observed for people who are successful in sales careers. The Initiative -Co ld Callin g 

(CC) score summarizes an individ ual 's respons es to statements from the Initiative -Ge n eral (INI) scale that reflect characte ristics 

necessary for success in cold-callin g. The Sales Closing (CL) score indicates the degre e to which an individ ua l's Custome r Service AP 

results are similar to those observe d for people who are successful in closing sales. 

 
 

This individ ual 's Sales Success scores are in the 83rd percentile for Sales Disposition (SAL), 68th percenti le for Initiative -Co ld Callin g 

(CC), and 42nd percenti le for Sales Closing (CLS).The Custome r Service AP respons es for this individ u al are similar to those typical of 

people who successfully perform sales activities. He or she can be at least moderately effective at cold-call in g. 
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MOTIVATION AND ACHIEVEMENT CHARACTERISTICS 
 
 

The Motivatio n and Achievem e nt scales describe a person's orientatio n toward achieve me nt and inner drive to achieve. 
 
 

The Achieve m ent (ACH) scale score reflects an individ ual 's ability to follow throug h and complete tasks and to achieve specific goals. It 

is also relate d to the amou nt of interest that a person has in intellectu al or conceptua l work. The ACH score in the 89th percenti le for this 

person indicates he or she consistently achieves and follows throug h at a high level. This person is likely to perform at a high level on 

meas ures of academ ic achievem e nt and will apply consistent effort to acade mic tasks. He or she is likely to perform exceptio n ally well 

on the job and to follow through at a high level in work-relate d tasks. 

 
 

The Motivatio n (MOT) scale score is intende d to represent a person's inner drive, and commitm e nt to achieve, as well as the strength of 

his or her inner emotions, needs, and values. This MOT score in the 93rd percentile indicates a person whos e motivatio n or inner drive is 

relatively strong and who is likely to sustain this level of motivatio n. 

 
 

The Comp etitive ness (CMP) score reflects the need to win, to perform better than others, or to surpass standards of achievem e nt or 

perform a nce. This individ ua l's CMP score in the 72nd percenti le suggests that he or she values competitio n. 

 
 

The Goal Orientatio n (GO) scale describes the extent to which an individu al sees himself or herself as having clear goals and 

objectives. This person's GO score in the 87th percenti le indicates that he or she is likely to be more strongly focused on goals and 

objectives than are most peop le. 

 
 
 
 

WORK STRENGTHS 
 
 

The Work Strengths scales describe actual work habits and attitudes towards working alone and with others. 
 
 

The Plannin g (PLN) scale score reflects a person's tende ncy to use time-m a na g em e nt, schedulin g, and organizing and plannin g 

strategies to achieve goals. The PLN score in the 87th percentile suggests that this individu al is above avera ge in this area, and likely 

to use efficient and effective skills such as time mana g em e nt, plannin g, and persevera nce and to give consistent attention to details, 

plans, and strategies for achieve me nt. 

 
 

The Initiative -Gen e ral (INI) scale indicates a person's level of comfort in taking indep e nd ent action. The INI score in the 72nd percenti le 

suggests that this individ u al will genera lly be comfortab le taking the initiative in most s ituations. He or she is likely to be described as a 

"self-starte r". 

 
 

The Team Player (TMP) scale score relates to a person's level of comfort in workin g togeth er as part of a team or interd e pe nd e nt work 

group. This TMP score in the 46th percentile suggests this person is likely to be equally comforta ble working indepe n de ntly or working 

closely with others. He or she will be as comforta ble as are most people in a role that requires working closely with others on a regula r 

basis. 

 
 

The Mana ge ria l (MGT) score repres ents the degre e to which a person's work strengths combin e with achieve me nt, motivation, 

interp ers ona l strengths, and inner resources in a pattern similar to that of individu als in mana ge rial and supervisory roles. This 

individ ua l's MGT score in the 72nd percenti le suggests that he or she has given respons es that are similar to those given by people in 

mana ge m ent, supervis ory, or other leaders hip roles. This person is likely to be comforta ble delegating authority and is likely to be able 

to consistently inspire and motivate others. He or she may be seen as having good overal l manag em e nt or supervis ory potential. 
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INTERPERSON AL STRENGTHS 
 
 

The Interpe rson al Strengths scales describe ways in which a person is likely to enga ge in interactio ns with others in the work 

environ m ent. These characte ristics play a very importa nt part in the successful conduct of customer service activities. 

 
 

The Assertiven ess (AST) scale score provid es a gaug e of an individu al's directn ess in expressing himself or herself and in dealing with 

others. This person's AST score in the 42nd percenti le indicates an individu al who is moderate ly assertive and reasona bly effective in 

situations calling for directn ess of self-exp ression. This style is an asset in many situations, but can interfere with the successful 

perform a nce of some kinds of customer service roles. 

 
 

The Personal Diplom acy (PDL) scale score reflects a person's tende ncy to use tact and diplom acy in dealing with others and to display 

sensitivity to the feelin gs and ideas of others. For this person, the PDL score in the 75th percenti le suggests that he or she is genera lly 

very diplom atic, tactful, and highly aware of the reactio ns of others, a major advanta g e in most customer service settings. Individ u als with 

this combination of AST and PDL scores express themselves about as assertively as most others, and their style will almost always be 

perceive d as tactful. 

 
 

The Extroversio n (EXT) scale score indicates the degree to which a person sees himself or herself as socially outgoin g. For this 

individ ua l, the EXT score in the 64th percenti le indicates a person who describes himself or herself as mode rately extroverted, and who 

will be reason ab ly comfortable in customer service situations that require taking the lead in establis hing contact with others. 

 
 

The Coope rative n ess (COP) score indicates a person's level of comfort in workin g closely with others and in taking the lead from others. 

A low COP score does not necessari ly indicate uncoop erativen ess, but may indicate indepe n de nce or aggressiveness in dealin g with 

others. This COP score in the 89th percenti le suggests that this person is likely to be very comforta ble in taking directio ns or suggestions 

from others and working cooperatively, which is an ideal characteristic in most customer service roles. 

 
INNER RESOURCES 

 
 

The Inner Resources scales describe the kind of work-re lated inner resources that a person brings to the work environ m ent. 
 
 

The Relaxe d Style (RLX) scale score describes the abili ty to remain free of worry and tension in the face of stress. This RLX score in 

the 72nd percenti le describes a person who finds it easy to relax and can successfully cope with most stressful situations. He or she 

has a gene ral ly relaxed, outgoin g style and will reach out to others in most business, academ ic, or social settings, which is a distinct 

advantag e in most customer service roles. 

 
 

The Patience (PAT) scale indicates a person's ability to effectively cope with frustration encou nte re d in completin g tasks or in conflict-

laden situations. This individ ua l's PAT score in the 87th percentile suggests that he or she is more patient than most. This would be an 

advantag e in most customer service settings. He or she will proba bly not be deterre d by work tasks that involve routin e detai l. 

 
 

The Self-Co nfid ence (SCN) score is an indicator of the level of confidence and self-assurance an individ u al brings to his or her work. 

The SCN score in the 68th percenti le suggests this person would be reason ably self-confide nt in a customer service setting. 
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